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Founded in 2002, SysAid has been
reviewed and accredited by

industry analysts as a mature
leader in ITSM.

Accredited
& Vetted




Daily, SysAid helps customers
through an average of

e 100,000 new tickets
e 82,000 IT professionals

THE o
Mid-Market e 5,000 organizations

ITSM e 7,700,000+ end users
| eader e 9,000,000+ assets
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Common
ITSM
Challenges
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What's the
Concept of

Gross
MTTR?

Gross MTTR was used for our study to
keep it simple and universal, and easy to
compare.

e Easy tracking, from Ticket Open Date
to Close Date

e Working hours (Time to Resolve) not
included

e (Goal was to track improvement in
gross MTTR over a long period of time
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Using
SysAid
A

Lower Your
MTTR

MTTR Improved Every Month
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We tracked 67

20

new SysAid clients
starting in January
) 2016. Their MTTR
< improved each
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Those who\

implemented
ITIL were

better from
Day One!

Effect of ITILon MTTR

30

== NoITIL == With ITIL

’\\\

1/1/2016 7/1/2016

1/1/2017 7/1/2017



https://en.wikipedia.org/wiki/Mean_time_to_repair

MTTR with : MTTR without ©  Net
SysAid : SysAid - Improvement

Asset Management 8.49 11.7 28%
Best Password Services . 795 1042 24%
PraCtlceS = ............................é- ................ é ................. é .................

Monitoring : 8.29 : 10.67 : 23%
Best Escalation Rules . 889 . 1075 18%

ITIL (Requests/incidents) : 826 1048 :  22%

Returns on

Investment




Best

Practices =

Best
Returns on
Investment

MTTR Impact by Best Practice

B Avg MTTR with— @ Avg MTTR without




No Other

ITSM
Vendor
Offers...




SysAid®
INFO~TECH

RESEARTCH GROUP

Product
Usahility

Features

Agiloft

BMC FootPrints
BMC Remedyforce

2017 Vendor Landscape:
Service Desk Software

Freshservice

ManageEngine

Monitor 24-7
Samana ge \
ServiceNow SysAid®ranked as the
SysAid only solution with an
TeamDynamix “Exemplary” Score ”’
TechExcel
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SysAid®

Gl

SysAid was awarded
the highest score for

Current offering
Scope of predefined services

Client feedback on value for
money

THE FORRESTER WAVE™

Strong
A

Risky

Bets Contendel

Strong

rs Performers Leaders

Market presence
—_—

(+) SysAid Technologies
Cherwell Software|
% ServiceNow
Vivaiitio b EasyVista
CA Technologies 8 ®/
BMC Software @ FrontRange

(( Zendesk
TOPdesk

Weak

Strategy ———— > Strong



http://www.sysaid.com/forrester-saas-itsm-wave-2014

Where Can
We Place
Your Pin?
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Infroduction to SysAid
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SysAid®

THANKS!
O o0 ©o

@SysAid a.cabessa@sysaid.com 1-800-686-7047 x576
+44 (0) 200 222 7769 x576

www.sysaid.com



